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Abstract

Among service industries of knowledge based economic era, the roles of educational service field are

becoming more important and standard of educational service makes a direct effect on economic

development and social growth. Therefore, accurate measurement of service quality is the most important

assignment and the measurement of the service quality remains difficult assignment. So, this researcher

classified quality attributes applying weighted value and found potential satisfaction level(PSL) and

potential customer demand improvement index(PCDI) for trainees participating in national manpower

business so as to suggest measurement of service quality and easiness of use and then, calculated

satisfaction position and opportunity cost by quality factor with Taguchi’s loss fraction. And, improvable

satisfaction level was measured, opportunity cost by degree of customer dissatisfaction was quantitatively

measured, and a model that can indicate with economic factors was suggested. In addition, methodology of

measuring quality cost that can be reduced by quality improvement and direction of strategic

decision—making for deciding items to be improved preferentially were suggested with qualitative index

that can indicate the degree of customers’ dissatisfaction by loss.
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<Table 1> 5 point Likert scale evaluation

; ; Dysfunctional Question
Quality attributes
1 2 3 4 5
1 S (0.33) S 0.5 AL (0.67) AH (0.83) o
. 2 S 0.5 R (0.67) H (0.83) I MH (1.17)

Functional 3 R (0.67) R (0.83) I (D IL(1.17) ML (1.33)

Question
4 R (0.83) R (D R (1.17) R (1.33) S (1.5
5 R (D R (1.17) R (1.33) S (1.5 S (1.67)

1.Satisfied, 2.Natural, 3.No feeling, 4.Unevitable, 5.Not satisfied
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<Table 3> Potential Satisfaction Level(P) and PCDI index

PCDI PCD
Item QA PSL Index Rank

1.Materiality of all kinds of facilities and equipments of educational institution O 0.33 0.39 15
2. Preparation of apparatus for education MH 0.23 0.21 20
3. Convenience of transportation @) 0.35 0.32 11
4. Management of online education program @) 0.38 0.22 7
5. Provision of service as educational institution promised 0O 0.38 0.33 9
6. Favorable treatment of inconvenience 0] 0.37 0.36 10
7. Re—arrangement of contents learned previously O 0.34 0.38 13
8. Professors make an effort to grasp understanding level of students. AH 0.39 0.49

9. Proper guidance for education application and maintenance @) 0.39 0.44

10. lljlrscaftljtllc())r; ojnrdeccrcl)irirlr:;enl;t opportunity caused by cooperation between educational Al 0.34 047 12
11. Rapid response to students' demands AH 0.32 0.45 16
12. Professors respond students' questions outside of lecturing hours. @) 0.38 0.36

13. Plentiful knowledge for employees' educational works O 0.41 0.38

14. External reliability or social awareness of educational institution I 0.23 0.23 19
15. g;z;tttrssnsf educational institution are more excellent than them of other AT 0.98 042 13
16. Active response to recruitment or other problems AH 0.38 0.47 8
17. Proper provision of information related to license acquisition O 0.46 0.42 1
18. fg;\glseizr;nof information or opportunities for internship or recruitment after the AT 0.1 045 17
19. Provision of self—learning time and place AH 0.34 0.46 14
20. Bond between professors and students @) 0.42 0.48 2

QA : Quality Attributes, PSL : Potential Satisfaction Level
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<Table 4> FL; and WSFEI, calculation results by item
YA

o [ [ [ 1 [ | m [ | ] [
1. 0 0.33 6.92 0.69 263,203 181,610 4.10 0.39 71,591 14
2. MH 0.23 - 1 244,066 244,066 5.50 0.21 50,400 19
3. 0 0.35 9.25 0.93 240,920 222,957 5.03 0.32 72,439 13
4, 0 0.38 8.69 0.87 258,400 224,636 5.07 0.22 50,341 20
5. 0 0.38 7.84 0.78 223,288 174,165 3.93 0.33 57,352 17
6. 0 0.37 7.21 0.72 310,962 223,892 5.05 0.36 80,355 11
7. 0 0.34 7.33 0.73 371,032 270,853 6.11 0.38 102,599 7
8. AH 0.39 7.81 0.78 298,482 232,816 5.25 0.49 113,079 4
9. 0 0.39 8.11 0.81 297,677 241,118 5.44 0.44 107,032 5
10. AH 0.34 8.88 0.88 274,041 241,156 5.44 0.47 113,633 3
11. AH 0.32 8.42 0.84 249,052 209,204 4.72 0.45 93,723 9
12. 0 0.38 6.52 0.65 234,354 152,330 3.44 0.36 54,854 18
13. 0 0.41 6.93 0.69 245,206 169,192 3.82 0.38 63,735 16
14. I 0.23 5.78 0.58 505,491 293,185 6.61 0.23 65,996 15
15. AH 0.28 8.39 0.84 324,930 272,942 6.15 0.42 114,035 2
16. AH 0.38 8.87 0.90 246,377 221,739 5.00 0.47 103,674

17. 0 0.46 8.29 0.83 275,439 228,615 5.16 0.42 96,773

18. AH 0.31 8.87 0.89 321,510 286,144 6.45 0.45 128,336

19. AH 0.34 7.61 0.76 214,168 162,768 3.67 0.46 74,238 12
20. 0 0.42 6.37 0.64 283,039 181,145 4.08 0.48 87,076 10

w* EL 4,434,534 100 £ 1,710,161
QA : Quality Attributes, PSL : Potential Satisfaction Level, I : Importance
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